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MINUTES OF MEETING

	Meeting:
	Everton Fans’ Forum meeting 

	Date:
	Thursday 26 September, 6-8pm. 

	Venue:
	The Royal Liver Buildings 

	Present:

	Fans’ Forum members – Ian Ball (IB), Nick Mernock (NM), Annemharie Richardson (AR), Lisa Vaughan (LV), Paul Quirk (PQ), Annmarie Flynn (AF), Jazz Bal (JB), Robert Eagleton (RE), Jan Syme (JS), Kieran Riley (KR)
 
Club representatives - Scott Mcleod (SMc), Rachel Meikle (RM), David Lewis (DL)

Fans’ Forum apologies - Tom Moore (TM), Steve Ely (SE), Mike Thomas (MT), Louis Redd-Foster (LRF) 

Club apologies - Christine Prior (CP), Holly Tyrer (HT)
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	Actions covered in the last meeting:  

ACTION: Club to invite a member of the Stadium Operations team to the next meeting.

RESPONSE: RM to invite Stadium Operations to a future meeting. DL from the Stadium Operations team is present for agenda item one. 

ACTION: Fans’ Forum to finalise project group activities.

RESPONSE: Fans’ Forum project plan to be shared. 
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	Introduction

IB offered apologies for Fans’ Forum members unable to attend the meeting and introduced representatives of the British Transport Police (BTP) and Dave Lewis who is the Head of Stadium Security and Safety Officer at the Club. 
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	Travelling Evertonians 

DL thanked the Fans’ Forum for allowing him to attend the meeting along with two representatives of the BTP to discuss the behavior of supporters who travel to away fixtures using public transport services. DL informed the group that there has been a rise in anti-social behavior seen on trains to away fixtures by Evertonians, especially on the West Coast Virgin services to London stations. 

Representatives of the BTP gave an overview of cases that they are currently dealing with regarding reports involving Evertonians to allow the Forum members to understand how this is becoming a frequent issue and rise in cases involving Evertonians compared to previous years.  
The BTP asked the Forum to support them with messaging to supporters and asked how they can work together to combat this behaviour amongst Everton fans using the train service to away fixtures. 

The BTP explained that recent cases have involved foul and abusive behaviour, aggressive language, the use of class A drugs being taken in clear sight of other passengers, excessive alcohol use and other general anti-social behaviour which has led to convictions.  

Officers informed the group that this increased anti- social behavior can lead to the possibility of cancelled trains and reduced services that will impact train times on a matchday. Following a recent meeting with the Virgin Train Company over current complaints from the public there are increased chances of this happening with the service moving forward.

The group discussed current reporting methods the general public use to complain about anti-social behaviour they witness on trains when travelling with football fans.  The Forum asked if there are any designated football carriages on train services that families can use to avoid sitting with football fans. Forum members queried how many BTP Officers are available to act upon a report and the speed that they can react. Forum members asked if officers stop supporters boarding the train at any point if deemed to be intoxicated. 

BTP representatives confirmed that the management of football/ non-football coaches are investigated ahead of fixtures and during travel but it is not always feasible due to managing busy crowds and congested station platforms.

Officers confirmed there is a text report service 61016 and agreed to pick up the communications around this text report service following the feedback raised by members at the meeting. 

It was confirmed by officers that barriers can be introduced via public transport bylaws should there be a need to enforce them. 

ACTION: Forum communication group to organise a matchday programme article ahead of the first London away game to West Ham discussing the importance of fan behavior on public transport.
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	Indeemo App Update

RM passed on apologies for HT and give an update in her absence. 

RM thanked all members who took part in the trial for the Indeemo app and for fully embracing the experience. 

The pilot gave the Club a clear insight into how the app could work and how it could be used as a platform on a wider scale, especially with international fans who can be more difficult to reach for research purposes. 

RM stated there were several key themes that emerged from the Forum members, the most prominent was around the varying kick-off times and the implications of this when it comes to pre-match routines. The Insight team at the Club can now investigate how this can be managed moving forward so they can tailor experiences to account for all kick off times. 

ACTION: RM to invite HT to the next meeting to go through results of the Indeemo App pilot. 
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	Retail Group Update

LV updated the group on the latest outcomes of the recent retail project group meeting. LV began with an update on the mystery shopper results for both Everton One and Everton Two stores. LV informed the group that since the creation of the project group and working closer working with the Partnerships team at the Club, improvements have been made with customer service and shop layout which have been reflected in survey scores. 

LV also updated on discussions around introducing a children’s pocket money range into the stores and online. This would result in a wider variety of items under £5 to make them more affordable for children. The Partnerships team are investigating working with both the Fans’ Forum and Junior Fans’ Forum moving forward as a larger focus group to assist with selecting the products for the line. 

LV raised a visit to the Fanatics offices for new members ahead of the summer line being released but a date is still to be confirmed. 

Issues have been reported to the Forum that have been raised in the project group meetings which include, no stock of Women’s League numbers available to purchase in stores until next season. LV updated that from next season fans will be able to buy the Women’s Super League kits with the exact kit numbers and arm badge sponsors on. 

Another issue raised was there being no children’s goalkeeper kits for sale and this is due to supply and demand figures. The Partnerships team agreed to investigate this item further at their next meeting with Umbro and Fanatics. 

Issues have been raised around no in store availability for certain products resulting in supporters purchasing online which then adds a delivery fee for the supporter. The Partnerships team later confirmed that if supporters chose to deliver to one of the two stores this would be free of charge.

The project group members raised kit resale sites that are currently reselling kits for cheaper prices which is something that the Partnerships team confirmed they are currently looking into as this can lead to the devaluation of the Club’s kit.  
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	Sodexo Project Group Update 

JB updated the group on the outcomes of the latest Sodexo project group meeting, which included a tour of the refurbished lounges and the area around Tea Bar 22 that has been reported to the Forum. 

The group discussed complaints about the area around Tea Bar 22. JB confirmed this area is challenging due to size, but Sodexo and Club are constantly reviewing options to improve the area where possible as they are constantly reviewing the layout and now have permanent tea bar staff and stewards now in place on a matchday.

JB informed the group that a small number of bars in the lounges offer Guinness due to private function hire. 

An update was given on the improvements to the FanZone area including the new layout which has been seen at a few games this season. During the discussion SMc confirmed that a new stage will be in place this season.

JB informed the members that new suppliers are being introduced into the FanZone and are currently going through the tender process with Sodexo. The affiliated brewery (Molten Coors) are still intending to introduce Atlantic IPA in the Fan Zone but unable to confirm timescale at this stage. 

JB asked if the Fans’ Forum communication project group could support Sodexo moving forward to create a “Do you know” matchday social media updates to promote new initiatives, offers and any facilities information across public catering.

Gluten-free items were referenced by the members and JB updated that Sodexo are intending for a wider range to be available for upcoming matchdays. 

JB stated Sodexo have taken away additional feedback from the project group and they will update at the next project group meeting. 


	7
	Atmosphere Meeting Update

The group discussed updates around stadium atmosphere improvements and comments raised by other supporters on social media.

The singing section in GT8 for the upcoming Watford cup fixture was discussed. The group queried if the Club will be opening the section to other supporters after Season Ticket holder priority windows have finished and ahead of general sale. The Club confirmed they will continue to work with Supporters’ Groups on this initiative and will look to support where possible to enhance the section.

Standing and stewarding in the section was raised by Forum members. DL confirmed that if the stewards receive any negative feedback from fans in the section, they will intervene at the time to resolve any issues. DL stated that stewards in this area have been briefed to expect longer periods of standing due to celebrations and reacting to positive play.

Matchday entertainment was discussed including half-time pitch activity, banners and adding an identity to GT8 as a singing section to raise awareness.  

ACTION: Fans’ Forum to work with supporter groups and Club to create a communications piece to promote Lower Gwladys Street and the singing section.
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	Away Ticket Allocation

Forum members asked the Club if they would publicly share figures of how the away allocation is split as there has been a recent debate amongst supporters due to how quickly away games are selling out.

NM asked if there is anyway the Club can share the breakdown of ticket sales to fans, players, shareholder etc. 

SMc confirmed he will pick this up with the Tom Rowell, Head of Marketing and Ticketing. 

[bookmark: _GoBack]Members raised resale prices and fans selling away tickets online moments after the game has been declared sold out. The Forum feel that this then impacts fans who want to build up their credits and travel to away games. NM asked if the Club monitor this in some way and if any action has been taken to sanction fans found to be abusing the credit system. SMc confirmed fans have been banned in the past for reselling and posting tickets online. However, unless the Club has a visual of the resold ticket and can match to the original buyers details it is difficult to trace.

ACTION: Club to review investigations into away ticket sales online following a confirmed sellout.  
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	Terms of Reference

IB informed the group that ahead of the 2019 recruitment for new members the Forum are due to review the current terms of reference. 

Due to recent departures from the forum and the evolving project groups IB and NM will be working to ensure that the terms of reference progress inline with the structure of the forum. 

RM informed the group that CP will update on a timeline for recruitment at the next meeting. 

ACTION: IB and NM to review current terms of reference and share proposed amends with the group and Club for sign off. 

ACTION: RM to book a pre-meeting prior to the next Fans’ Forum meeting for members only to attend. 


	
	AOB

Ticketing 

The group queried the process for when a supporter forgets their ticket on a matchday and any charges that may occur. 

RM confirmed that if a season card is lost and can’t be found there is a £10 charge for a replacement card. If a match ticket or season ticket is forgotten for one game, then the staff in the Fan Centre will reprint the ticket free of charge on the day once they have checked this hasn’t been used at the turnstiles. In previous years supporters have been charged full ticket price which is then refunded minus a £5 admin fee after the game has taken place.  

Podcast 

JB gave positive feedback Mick Rathbone’s podcast he recently listened to. JB suggested that Mick would be a good guest for any future Fans’ Forum events. 

Everton Collection 
SMc updated the group on the progress made by members of the Heritage Society regarding the Everton collection. SMc invited JB and NM to attend the next Heritage Society meeting. 

ACTION: RM to invite JB/NM to the next Heritage Society meeting.  
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